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FOREWORD

At the outset, I thank Ms. Thulasi Priya for asking me to write
the foreword. It is my pleasure to be a small part of this wonderful
book.

Immediately, I asked, ‘What is the book about?’. ‘Etiquettes’ –
was the reply. That got me even more curious. I couldn’t wait to
read the whole book.

I really appreciate the authors Dr. Deepa Prasad Venkatraman
and Ms. Thulasi Priya P for penning such wonderful dos and don’ts
of various etiquettes. Either we aren't aware of these things or we
mostly take them for granted because we consider them too trivial. I
think the success of this book would be that any reader wouldn’t
ignore the etiquettes and will know that etiquettes are everything.
This book drives the point straight from the word go.

Right from the days, Thulasi Priya attended our NLP Training,
we know her as a seeker, quick learner, friendly and a positive
person. With her purpose to inspire and empower others, this book
is the need of the hour. This book not only captures the nuances of
etiquettes but also the prerequisites of being a leader; a gentleman;
a successful individual. We have to be disciplined in life. There is
no two ways about it. And this book is a great starting point. I hope
you will enjoy the book, as much as I did.

Best wishes to Dr. Deepa Prasad Venkatraman and Ms. Thulasi
Priya.

Arul Subramaniam
Director Technical, Brainobrain Kids Academy Pvt. Ltd.

NLP Trainer, Coach, Master Yourself Academy.





PREFACE

The basis of proper etiquette is behaviour that is
accepted as courteous and well-bred in social, professional
and family Life. Good behaviours can mean the difference
between success and failure in many aspects of life. Knowing
and exhibiting proper etiquette is essential to any civilization.

Etiquette is vital in the business world. We all use our
etiquette skills every time we speak or conduct ourselves with
a co-worker, or interact with customers. Etiquette enhances
the gaining of the competitive edge at work/business which is
beneficial for companies and individuals. The professional
success of an individual depends on how well he or she can
build strong relationships and be effective at work. When an
individual succeeds, the company or organization that he or
she works for will also succeed.

This book will assist professionals to understand various
etiquettes followed across as to what, why, when and how.

TECHNOLOGY ETIQUETTE got a great impact on every
individual irrespective of the age and generation. When we
call gadgets as a key in our day-to-day life now, it goes vital
to understand that we need to know about Technology
Etiquette. How to use it in effective and professional way.
Today, technology enables its users to communicate and
send messages instantly. If you use communicative
technology, including email, instant messaging and cell
phone text messages, it is important to know the etiquette
associated with each method and device. This will prevent
you from accidentally offending a client, co-worker or boss
when chatting via email or instant messaging.

PROFESSIONAL ETIQUETTE enhances an individual’s
potential and to go heights as it enhances interpersonal
relationships in the workplace. It paves the way for a civilized
and a collaborative corporate culture. It promotes business
growth as knowledge about professional etiquette can open
up many doors. Prospective clients often judge an



organization by how they are treated by its employees.
People who are able to communicate well and are
comfortable in different professional situations inspire trust
easily. It enhances impression of professional and pave way
for personal and professional growth. It assists in
benchmarking and help professionals portray confidence
when meeting others in the boardroom or face to face.

SOCIAL MEDIA ETIQUETTE describes a person’s
attitude and behaviour by the way he/she reveal his/her voice
out (verbal, vocal and non-verbal). Social Media are great
ways for people and organizations to express opinions and
feelings. But social media are also very important when it
comes to online marketing. It is the best and cheapest way to
market your business. Although these interactions entirely
occur on the computer, what you share is not private. Being
compassionate and kind is not exclusive. It is good to use
social media in a good way that benefits you and your
audiences maintain manners and ethics. Whether you are on
personal or professional social media account, social media
etiquette is necessary, important and critical. Proper social
media etiquette is a subset of proper manners. How you are
perceived online will typically reflect on how you are
perceived offline and in real life.

CUSTOMER SERVICE ETIQUETTE is essential in any
business type to form a stability in this competitive business
world. Mastering customer service etiquette is an art and it
will make one individual/company to be stable in industry for
a long run. To give a definition, customer service etiquette
are the moral principles that govern a company’s conduct
with its customers, potential customers and ex-customers.
They are based on a particular set of values relating to the
question of what is “right” or “wrong”.

DINING ETIQUETTE plays a major role in today’s fast
world where many formal/informal business decisions are
made over dining. When it comes to professional life,
etiquette to be followed during dining becomes a must to
make people around us evaluate our professionalism. Dining
etiquette provides tools to help us interact with each other.
But the prevailing customs in the West might not be



appropriate in the East. In Muslim countries, finger food is
always taken with the right hand. And an audible belch in
Asia praises the host. See the International Dining Etiquette
section to avoid falling into a pitfall.

CROSS-CULTURAL ETIQUETTE in the business world
refers to a company’s efforts to ensure that its people interact
effectively with professionals from backgrounds different from
their own.

Cross-cultural psychology is a branch of psychology that
looks at how cultural factors influence human behaviour.
While many aspects of human thought and behaviour are
universal, cultural differences can lead to often surprising
differences in how people think, feel and act. Cross-cultural
communication has become strategically important to
companies due to the growth of global business, technology
and the Internet. This type of communication involves an
understanding of how people from different cultures speak,
communicate and perceive the world around them.

In today’s corporate world, lacking etiquette can limit
the potential of a business or individual, and jeopardize
relationships which are fundamental to success. Professionals
must ensure having and understanding various types of
etiquettes and skills to work together in harmony. A positive
atmosphere in the workplace promotes productivity, and
ultimately, leads to business success and gaining the
competitive edge at work.

Dr. Deepa Prasad Venkatraman Ms. Thulasi Priya P
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 What is Technology Etiquette?
Ffdf

“We are changing the world
with technology.” – Bill Gates

It is not that we use technology
but we live technology. Having said
this, it is time to know a bit about
Technology Etiquette in this
Chapter.

When it comes to technology, Etiquette plays a vital role as
wherever we turn around, we see people using various gadgets.

As tech invades more and more of our personal and professional
lives, it is increasingly important that we are aware of these
technology etiquette.

The proliferation of technological tools such as cell phones,
tablets, social media and email have facilitated and expedited
business communications, but they also have sometimes isolated
meeting professionals from others.

In many cases, professionals rarely or never see the people they
communicate with, but this does not mean that manners are no longer
important. In fact, a new term, techno-etiquette (aka netiquette), has
emerged that retains many fundamental aspects of proper business
behaviour while addressing scenarios posed by modern-day
technology.
sd

 Types of Technology Etiquette
Dd

Three types of Technology Etiquette
are:

 Mobile Etiquette

 Email Etiquette

 Video Conferencing Etiquette
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Mobile Etiquette
The communication has gone to

the next level as every individual have
mobile phone these days and it also
created a situation that without mobile
one goes handicapped.

However, though it is a great
invention of human, its time for us to
know few basic etiquettes when using a mobile phone at various
places.

(A) Messaging
 Start with a greeting and end with

regards.

 Make sure you ask open ended
questions.

 Always use full form while texting.

 Avoid using emojis/smileys for professional messages.
 Make the message short and crisp.
 Use basic fonts which will support even basic mobile phones.
 Make sure you give sufficient time for the receiver to read the

message and to call/reply.
 If you are in a forum, seek permission or excuse from them

before looking at your mobile.

(B) Calls

 Before making a call, ask per-
mission through messaging.

 After calling, greet and ask if
it is the right time to speak or
you can call later.

 Make sure to inform the opposite person if you are on speaker.
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 If you need to record the conversation, do seek permission in
the beginning.

 In emergency, ask for time to convey the message in brief.
 Be precise with your conversation.
 If call disconnects, do call back and end the call properly.
 Pick the incoming call in 2nd or 3rd ring.
 Seek permission if you want to attend the call and speak.
 If in a forum, make sure you attend the call once you come far

outside so that people are not disturbed or overhear you.
 Avoid calling continuously if the person is not picking the call.

Leave a message of what you wanted to convey.
 While using bluetooth/handsfree, make sure you are not with

your loud voice.
 Watch out around you, when you use your handsfree with high

volume.

(C) WhatsApp

 Maintain the time to send
messages (not very early in the
morning or very late in the
night) unless its emergency.

 Avoid using irrelevant emojis/
smileys/stickers.

 Limit the usage of pictures, videos and GIFs.
 Do not forward irrelevant messages to everyone.
 Check for authentic information, before forwarding anything to

anyone.
 If in any WhatsApp group, follow the group guidelines

properly.
 Avoid sending personal messages to any stranger who is part of

any WhatsApp group.
 Do not use abusing words about celebrities/politicians in

WhatsApp status.
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(D) Volume

 Have minimum volume for
your calling and message
ringtone.

 Make sure your ringtone is
not funny and loud.

 While in speaker, reduce the
speaker volume.

 Do not talk loudly.
 If in speaker, make sure your voice is clear and audible.

(E) General Mobile Etiquette
No doubt, mobile phones are

great. They keep us in touch with
friends and family, and can be life
savers in an emergency. But they
can also be annoying if not used
thoughtfully. Your phone does not
have to be on all the time and you do

not always have to answer it immediately. Learn to use your phone’s
features like silent ring, vibrate and voice mail to handle the times
when your phone would be bothering others if it rang and you
answered it.

1. Be in control of your phone, do not let it control you!
2. Pick the call in 2nd or 3rd ring.
3. Speak softly.
4. Be courteous to those you are with; turn off your phone if it

will be interrupting a conversation or activity.
5. Watch your language, especially when others can overhear you.
6. Avoid talking about personal or confidential topics in a public

place.
7. If it must be on and it could bother others, use the “silent”

mode and move away to talk.
8. Avoid making calls in a hospital, library, theatre, place of

worship, petrol pump and elevators.
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9. Avoid using mobile for text or calls when someone is with you.
10. Avoid using mobile while having meal with someone or a

group.
11. Avoid talking your personal details over mobile, especially

when you are in public places.
12. Avoid taking pictures or videos without the person’s consent.
13. Use handsfree if you want to listen to music.
14. Minimize usage of mobile speaker.
15. Avoid using speaker for calls or listening to music in public

places like public transport and while travelling in train which
may cause disturbance to other public.

16. While charging the mobile, make sure you switch off and take
the plug post using.

17. Make sure you seek permission before removing the charger or
mobile of someone who is using it before.

18. Never drive and use your phone at the same time.
19. Never use mobile while crossing the road, walking, riding/

driving the vehicle.

Email Etiquette
“An email can make or break a
potential opportunity for you, so send
and respond to them wisely.”

 Leila Lewis, Be Inspired PR

In communication, verbal communication plays a vital role
though it is taken just 7% whereas vocal with 38% and non-verbal
with 55%. Verbal (Words) is the key essence when it comes to email
or any form of written communication.

Now, let see more on Email Etiquette which form a major way
of communicating in this present world.
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(A) Why is Email Etiquette Important?
Email interaction happens with
written/printed words as though it has
a personality and that personality
makes the positive and negative
impressions upon us. Without
immediate feedback, your document
can easily be misinterpreted by your
reader. So, it is vital that one follows

the basic rule of email etiquette to construct appreciate tone.

(B) Why Does it Matter?
Email can increase efficiency, productivity and your business

readiness. Using email in business is:

 cheap – sending an email costs the same regardless of distance
and the number of people you send it to.

 fast – an email should reach its recipient in minutes, or at the
most within a few hours.

Good email communication skills –

 Are part of succeeding in college and in corporate world
 Helps your make a good professional impression
 Make it more likely that you will get the response you want!

Email serves as an effective way to send one-way messages or
engage in two-way interaction that does not have time urgency.
When employees send emails to colleagues or customers, the
recipients can access and respond to the email when they have a
chance.

(C) Basic Rules of Email Communication
Be sure to include the following:
A clear/direct subject line: The

subject line of an email should be self-
explanatory. When seeing the same, one
must understand what the body of the
email talks about.
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Greeting: Greeting is a professional way to start any
communication. In email, you may use words like Greetings from
Sam!, Greetings to you!, etc.

Introduction (if necessary): If you are writing the mail for the
first time to that person(s), a quick introduction about you would give
them more clarity. For example, I am Sam from Chennai, referred by
Muthu.

Request: Request is more for asking for personal appointment
or asking for more clarity through reply mail.

Thank you/closing remark: Closing an email properly is a
must. One can end the mail with Thanks and Regards, Yours
Sincerely, etc.

Signature: This part will talk about name of the person the
email belongs to, designation, company/institution name, contact
details and email ID.

(D) To Make the Email More Professional

1. Email Address
Use proper email ID. The email address shows the professional

one carry.

2. Addressing
 Add email addresses at the end (once you finish the body of the

letter, spellcheck)

Appropriate

Subject
Line

Bullets

Edit

Language

Plan
Proofread

Subject
Line

Tone
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 Double-check that you have selected the correct recipient “To:”
is the primary recipient.

 CC: The person you mail to will be able to see who you are
sending a copy to.

 BCC: The person you mail to will not see who you are sending
a copy to.

 Be aware before you press the button “Reply all”.

3. Content of the Email
 Remember ABC of Communication – keep it accurate, brief

and with good clarity.
 Long sentences or paragraphs are more difficult to read. Make

bullet points to make your point clear and sequential.
 Avoid using more exclamatory mark.
 Using capital letters can be avoided, as it shows the writer is

angry or shouting.
 Bold the words/line wherever needed.
 Use professional fonts like Arial, Times New Roman; Font size:

Between 10 to 14.
 Avoid using abbreviations as it reflects on your professionalism.
 Proof read every message.

4. Language
 Direct language can sound harsher in emails than in person.
 Use proper written, not spoken, language.
 Do not assume that the reader will ‘get ’ a joke or understand

sarcasm.
 Be thoughtful and respectful in what you write.
 Choose your words carefully.
 Assume everything you write is a public document.
 Avoid talking about other people in an email message.
 Use proper grammar and sentence structure. Spell check your

message.



The Etiquette Guidebook...10

 If your message includes a request, always close with a thank
you to the recipient for considering it.

 Do not expect or demand an immediate response.
 Re-read your message before sending it and rephrase if

necessary.

(E) Common Techno-etiquette Guidelines
Language: When sending emails and texts, use professional

language and style. Avoid fancy fonts, casual language and anything
else that conveys a very relaxed style. Also, be careful not to use
offensive language and humour that could be misunderstood.

Brevity: Do not be long-winded in online communications;
brevity is expected. But do not be too short in your replies. It is
usually best to write complete sentences. Avoid one-word answers
such as “yes,” which can be viewed as curt unless you have
established a casual working relationship with the person.

Response time: The nature of the message or email you receive
should dictate how soon you respond. In general, it is best to respond
within the same business day, but in some cases, this is not necessary,
and in others, a more immediate reply is needed.

Reply all: Be careful when using this function because it is
important to respect the privacy of the sender. Each email needs to be
handled sensitively. In many cases, you need to send a reply only to
the sender, particularly if your response contains confidential or
personal information.

Attachments: It is best to ask before sending attachments in
unsolicited emails, since many companies instruct employees not to
open these attachments. Also, ask whether the recipient prefers
attachments in one file or separate ones, and (in some cases) how
they should be sent.

Out of office: Before you go away for an extended period of
time, provide messages on your email and phone systems indicating
when you will be away, when you will return and who should be
contacted in your absence.
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Video Conferencing Etiquette
(A) What is a Video Conference Call?

A video call is a phone call where
more than one person is involved at
different locations, to discuss/resolve
issues over the internet through
mediums like Skype, WebEx, Zoom,
Zoho, GoToMeeting, etc.

(B) Why a Video Conference Call?
 To overcome geographical barriers.
 It boosts productivity, saves time, reduces travel expenses, and

overall promotes collaboration.
 The ability to facilitate all of those benefits without requiring

constant travel for face-to-face communication.
 To discuss/resolve an issue which cannot be done in an email.
 More than one person is involved

(C) Purpose of Video Conference Call
 Share successes and challenges.
 Discuss new ideas.
 Share learning.
 Get support.
 Resolving queries.
 Periodic updates.
 Learning the expectations.
 Get instructions.

(D) Video Conferencing Etiquette
 There must be a clear leader/moderator of the call.
 There must be an agenda.
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 Be on time.
 Keep the group as small as possible in case of VCC.
 Practice impeccable phone etiquette.
 Ensure your technology works correctly.
 Use technology to fully engage remote participants.
 Choose the proper software and hardware.
 Use an undisturbed room.
 Speak loudly and clearly.
 Speak one at a time.
 Do not interrupt when the other person is talking.
 Ask for input by using person’s name which make you connect

well.
 Do learn to use mute button.
 Do get comfortable with the fact you will be talking in front of

the group.
 If you do not have anything to add, do not add anything.
 In case of a verbal crash, stop – apologize – let the other person

finish.
 Avoid calling from a car or mobile phone.
 Do not use HOLD (background music).
 Mute yourself when not speaking.
 Wear work-appropriate clothing.
 Avoid wear noisy jewellery.
 Frame the camera correctly.
 Have the right light.
 Look into the camera.
 Pay attention.

(E) Behaviour During Video Conferencing Call
 Maintain eye contact looking at the camera when speaking.
 Keep body movements to a minimum.
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 Avoid distracting movements like swaying, disturbing or
walking or tapping foot.

 Hand movements – only when needed unlike face to face
conversation.

 Be aware of facial expressions.
 Keep a smile in your face.

(F) Preparing for Video Conference Call
 In case of a group call, distribute a clear agenda in advance of

the call and stick to it.
 Have a pen and paper handy.
 Take notes – They help you summarize the action points.
 Set these ground rules in the beginning of the call.

(G) Beginning of Video Conference Call
 Start the meeting on given time.
 In case of group conference, get each caller to say Hello and

introduce themselves.
 Discuss the agenda.
 Treat the conference call as if it were a meeting.

(H) Ending of Video Conference Call
 Always thank the participants for their time and contribution.
 Summarize the action points.
 End the call on time.
 Close with clear next steps.
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Take a closer
look before

sending

Let people know
their email has been

receivedUser
acronyms
sparingly

Compress
Your

Attachments

5 Rules of Email Etiquette


	Front.pdf (p.1)
	Title.pdf (p.2-15)
	Ch. 1.pdf (p.16-30)

